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Abstract 

The contemporary workplaces have been encountering with substantial number of conflicts 
among the colleagues resulting in fading relationships and loss of work productivity. Besides, 
the subtle conflicts characterized by lack of empathy or selfish motive among the colleagues 
result in low commitment towards the work. In this regard, the corporate sectors have 
identified training programs on Emotional Intelligence and empathy training as an 
intervention.  

In this paper, the researcher incorporates Emotional intelligence and Conflict Management 
Styles as the important variables in studying the conflicting nature of the subjects that were 
under observation. The researcher hypothesizes that an intervention program on emotional 
intelligence and empathy may reduce the frequency of conflicts among the subjects.   

Further, the researcher designed the intervention program for the experiment group and the 
control group was kept under observation. As hypothesized, the experiment group showed a 
remarkable progress after the intervention program compared to the control group. Besides, 
the assessment tools for Emotional Intelligence and Conflict management styles were 
incorporated in this research.    

Keywords: emotional intelligence, conflict management styles, social mapping, empathy 
training 
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1. Introduction 

During a few decades, a set of conventional life skills and expertise in the knowledge domain 
was sufficient to carry out day to day endeavours in the workplace. However, the 
contemporary world has trailed through drastic metamorphosing edges of the world market. 
Wherein, the demands of the consumer market have been constantly and consistently 
changing every day and the companies have to update their marketing strategies and 
empower their human resource according to the changing demands.  

Moreover, the manpower was being constantly upgraded on the lines of soft-skills and 
domain expertise based on the prevailing trends. The periodic soft-skills training was being 
provided for the manpower based on communication, stress management, etc… However, the 
experts of human resource considered that the Intelligence Quotient was being a predominant 
one in order to excel in one’s professional career.  

In 1983, Howard Gardner had challenged the idea and proposed the multiple intelligence 
theory that consists of seven categories in order to accurately define the concepts of 
intelligence and to succeed in the field. Two of them are intrapersonal intelligence, the ability 
to understand oneself and act on the basis of self-knowledge, and interpersonal intelligence, 
the ability to work cooperatively and communicate with other people effectively (Helfrich, 
2009). In the contemporary world, they are now often referred to in association with 
emotional intelligence, ability to understand, perceive and regulate the feelings, emotions and 
motivation of one's self and of others (Goleman, 1998). 

Emotional intelligence (EI) involves the capacity to perceive emotions, assimilate 
emotion-related feelings, understand the information of emotions, and manage emotions 
(Mayer, Salovey & Caruso, 2000). The findings of various studies indicated that EI could 
have an impact on several organizational and individual domains. Further, Emotional 
intelligence is considered to be a motivating force for one’s professional development (Van 
Rooy & Viswesvaran, 2004), contributing to the actualization if organizational goals and 
vision (Barling, Slater & Kelloway, 2000; Gardner & Stough, 2002; Shipper, Kincaid, 
Rotondo & Hoffman, 2003). As a result of new findings pertaining to the work relationships 
in connection to emotional intelligence, the departments of Human Resources are 
increasingly incorporating intervention programs on Emotional Intelligence and amiable 
conflict management styles.    

The rationale for the introduction of these programs is under the belief that the employees can 
increase their awareness of regulating their emotions during the interpersonal interactions and 
finally it will lead them to healthy relationships at workplace (Schutte et al., 2001; Wong, Foo, 
Wang & Wong, 2007), further, contributing to the overall development of the organization. 
For example, some recent research evidence has shown that EI development and training has 
resulted in reduced occupational stress and improved health, well-being and management 
performance (Gardner, 2005; Hansen, Gardner & Stough, 2007; Slaski & Cartwright, 2003). 

2. Conflict and the Conflict Management:   

Conflict is a situation wherein prevails a friction between two or more individuals (Ego 
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clashes or differences in opinion or intentions) leading to barren results or leading to some of 
the solutions that helps in problem resolution/innovation. In the light of the given statement 
on conflict, it can be ascertained that the conflict may be productive or unproductive 
(conflicts are unproductive most of the times). However, the conflicts are pan existent in 
nature and prevail in most of the human conditions. The conflicts being unproductive most of 
the times hamper the work efficiency of the individual or teams finally leading to low 
productivity.  Therefore, the conflict management strategies have to be incorporated 
according to the situations in order to ensure the high efficacy of teams and the organizational 
goals may be achieved through these empowered teams. According to the previous research, 
there is a significant relationship between emotional intelligence and subordinates' styles (e.g., 
Yu, Sardessai, Lu & Zhao, 2006). According to this research, the people with high emotional 
intelligence adopt collaborative style of conflict management (both parties find a creative 
solution to satisfy both parities' concerns) and the compromising style (both parties win some 
and lose some, in an attempt to reach a consensus) of conflict management. 

3. Purpose of the Study 

The purpose of this study is to provide the organization with an insight about the relationship 
between emotional intelligence and managing conflicts among the colleagues. These findings 
give the organization the necessary information to motivate their employees in increasing 
their work performance; if it is shown that a lack of emotional intelligence hinders the 
communication between them. Moreover, it has also been found that lack of emotional 
intelligence may result in frequent conflict among the work group. Hence the researcher felt 
the need for understanding the role of emotional intelligence in neutralizing unproductive 
conflicts among the employees. Accordingly, the researcher may possibly suggest some 
intervention programs to increase the EQ level among the employees. Further, it is also 
inferred that the conflicts among the employees are left undiagnosed and untreated, it will 
obviously result in downward shift in one’s work performance affecting the entire 
organizational setup.  

With reference to this study, the researcher intents to establish the relationship between 
emotional intelligence and cordial workplace interpersonal relationships. Besides, it is also 
inferred that the importance of emotional intelligence could be ascertained during the 
adoption of relevant conflict management styles. 

Furthermore, in this explorative study, an EI intervention (i.e. training program) was 
implemented with the aim of establishing whether this training program was instrumental in 
combating various negative facets of the occupational stress process, experienced by the 
professionals. It was hypothesized that following participation in the EI training program, the 
participants’ levels of EI will increase, and that their levels of perceived occupational stress 
will decrease. Furthermore, it was hypothesized that levels of psychological- and physical 
health will improve following participation in the training program, as well as the outcomes 
of stress 
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4. Introduction to the Organization  

Zest Education Services Pvt. Ltd (the name changed) is an esteemed academic portal that 
focuses at training the various levels of students in India. Besides, the organization also 
provides training to the various academic establishments on consultancy basis. In addition, 
there are approximately two hundred faculty members in the organization.   

5. Definition of Terms 

5.1 Emotional Intelligence 

Emotional intelligence can be referred to as knowing and using one's feeling in appropriate 
manner, motivating oneself and others effectively, and managing the relationships by 
exhibiting empathy and interacting smoothly to one another (Goleman, 1998). According to 
Goleman (1998), the five components of emotional intelligence are self-awareness, 
self-regulation, social skills, motivation and empathy. 

5.1.1 Self-awareness (SA) refers to one’s ability to understand the internal state of emotional 
well-being, inclinations, preferences and the interplay of positive and destructive emotions. 

5.1.2 Self-regulation (SR) means how an individual can regulate the internal conditions and 
manage the flow of emotions. 

5.1.3 Motivation (MO) refers to the factors that drive an individual to achieve their goals  

5.1.4 Empathy (EM) refers the individual’s skill to understand other emotional status or 
psychological status of other through interpersonal communication. 

5.1.5 Social skills (SS) are referred to infusion of an individual’s preferences into others 
without offending their ego or propensity.   

5.2 Conflict Management Styles 

Conflict Management Styles refer to a handling strategy of an individual during a conflicting 
situation. In this regard, the person involved in a situation decides the right approach to 
handle the situation. According to Thomas Kilmann, there are five types of conflict 
management styles:  

5.2.1 Competing is an uncooperative and aggressive approach wherein the individual tries to 
put across his own ambitions or opinions across the situation having no regard for others.   

5.2.2 Accommodating approach involves amicable and cooperative move of an individual 
wherein the person has consideration for every individual in the group and ensures that the 
every one works for achieving the common goal.  

5.2.3 Avoiding is unassertive and uncooperative wherein the individual tries to go away from 
the situation without involving. 

5.2.4 Collaborating is both assertive and cooperative—the complete opposite of avoiding.  

5.2.5 Compromising involves moderate assertiveness and cooperativeness wherein the 
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individual sacrifices his/her own interests while considering other opinions.  

6. Limitations of the Study  

Following are the limitations of the study; 

• As the study focused mainly on the conflicts among the subjects with reference to their 
emotional intelligence, the study may not include the other factors like gender, 
socio-economic background or their personal backgrounds.  

• The subjects might not be too frank in filling up the questionnaire and that might lead to 
misinterpretation of data acquired. 

• The observation period of month (including weekly offs) might not be sufficient to map 
the conflicts among the individuals.  

7. Methodology:  

This study's purpose was to investigate the relationship between emotional intelligence and 
conflict management styles among the trainers in Zest Education Services Pvt. Ltd (name 
changed), Bangalore. From this study, the researcher hoped to identify both the relationship 
of the two variables, and how this study would be able to provide recommendations from the 
findings to improve the performance of the organization. This section will outline multiple 
aspects of the research conducted, including: research objectives, planning, instrumentation 
utilized, participant/subjects, data collection and analysis procedures, and limitations of the 
study. The following research objectives and expectations were established by the researcher 
and agreed upon by all parties involved (Figure 1). 

8. Planning 

The researcher aimed at studying the conflicting behaviour of the subjects with reference to 
the emotional intelligence. Further, he selected thirty candidates from the organization and 
listed their names for social mapping among them over the period of one month (Nov. 1 to 
Nov. 30) and the conflicts were recorded on daily basis. Prior to the social mapping, the 
researcher selected the psychological instruments for measuring the Emotional intelligence 
and the conflict management styles among the subjects.  

9. Subject Selection and Description   

The subjects were selected from the specific department of the organization wherein the 
subjects are working as the trainers. Pertaining to their academic background, all the trainers 
are post-graduates (some have PhDs) and they are working together.  During the period of 
study, all the identified subjects were available for personal observation. Based on the 
observation of the researcher over a period of 5 years pertaining to the prevailing conflicts, he 
decided to do a study on the emotional intelligence of a person and its impact on their 
conflicting behaviour.  
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10.2 Thomas-Kilmann Conflict Management Inventory by Thomas and Kilmann  

The Thomas-Kilmann Inventory (TKI) is a self-reporting instrument which examines 
behaviour and determines whether individuals are over- or under-using one or more of five 
conflict-handling modes: competing, collaborating, compromising, avoiding and 
accommodating. These five approaches are mapped across two basic dimensions 
assertiveness (from unassertive to assertive) and cooperativeness (uncooperative to 
cooperative). 

11. Data Collection 

As a part of the data collection, the instruments on emotional intelligence and conflict 
management styles were administered on the selected subjects who were thirty in number. 
Later, social mapping was undertaken by the researcher over the period of one month. 
Accordingly, the researcher divided the 30 subjects into two groups that is Experiment Group 
(15 members) and Control Group (15 members). The control group included the members 
who had higher frequency of conflicts compared to experiment group. The researcher had due 
ethical considerations while administering the tests wherein it was ensured to the subjects that 
the results would be kept confidential.  

 

 

Figure 3. Stages of Data Collection 

 

12. Procedure for Data Collection 

The two psychological tests were identified for the data collection. In addition, the researcher 
carried out the social mapping was not disclosed to the subjects. The questionnaire on 
emotional intelligence through paper-pencil test and the questionnaire on conflict 
management were administered through e-mails. Later, the data was recorded on the excel 
sheet and the intervention program was carried out. Later, the post-administration of the 
questionnaires were carried out through emails. 
 

  

Social Mapping 
and recording the 

frequency of 
conflicts

Administering 
tests on the 

selected subjects

Dividing the 
subjects into two 

control group 
and experiment 

group

Training program 
to control grouo 

as an intervention

Administering 
tests on both the 

group post-
training and 

evaluating the 
results based on 
the hypothesis 



13. Dat

13.1 So

 

As per 
record t
number
involve
frequen
frequen

 

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

ta Interpret

ocial Mappin

the objecti
the number 
r. As it is re
ement in the
ncy of conf
ncy of confli

Subject 1

Subject 9

Subject 1

Subject 2

tation: 

ng in the M

Figu

ives of the 
of incident

flected in th
e conflict o
flicts that e
icts that eac

1 Subject 2

9 Subject 10

17 Subject 18

25 Subject 26

Month of Nov

ure 1. Socia

study, the 
ts of conflic
he graph 7, 
on day to d
ach membe

ch individua

Subject 3

Subject 11

Subject 19

Subject 27

128

vember 

al Mapping N

researcher 
cts among th
each subjec

day basis. F
er had on d
al had in tot

 

Subject 4 S

Subject 12 S

Subject 20 S

Subject 28 S

November 2

planned fo
he subjects 
ct is represe
Further, the 
day to day 
tal over a pe

Subject 5 Su

Subject 13 Su

Subject 21 Su

Subject 29 Su

Research in B

w

2013 

or social m
and the sub

ented by a co
above grap
basis for o

eriod of one

ubject 6 Subj

ubject 14 Subj

ubject 22 Subj

ubject 30

Business and M
ISSN 

2014, Vol. 

www.macrothin

mapping in 
bjects were 
olor reflecti
ph also refl
one month 
e month.   

bject 7 Subje

bject 15 Subje

bject 23 Subje

Management 
2330-8362 
1, No. 2 

nk.org/rbm 

order to 
thirty in 
ing their 
lects the 
and the 
 

ect 8

ect 16

ect 24

 



Research in Business and Management 
ISSN 2330-8362 

2014, Vol. 1, No. 2 

www.macrothink.org/rbm 129

 

Figure 2. Graphical Analysis of Experiment Group (Series1) & Control Group (Series2) 

 

The later stage of social mapping included the division of thirty subjects into two groups that 
is Experiment group and Control Group based on the frequency of conflicts that they had 
during the period of one month. As reflected in the graph, the Experiment Group (Mean: 4.53) 
had increasingly more frequency of conflicts compared to the control group (Mean: 2.8, 
Correlation: 0.413). The diagonal series of numbers (Y Axis) reflect on the maximum 
frequency of conflicts an individual had during the period and the parallel series of numbers 
(X Axis) reflect on the number of subjects.  
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The EI test was administered on both the experiment group and the control group and 
recorded their status of emotional intelligence. As reflected in the graph, the blue color 
indicates the experiment group and red stripe indicates the control group. As per the survey, it 
has been observed that the members who were under the experiment group had scored less 
compared to the control group. Accordingly, it could be declared that the members in the 
experiment group had less emotional intelligence compared to the other group. The average 
score of the members of Experiment group is 64.2 and the average score of control group is 
76.93. In continuation, the Standard Deviation is 0.92 which is comparatively high.   

 

Figure 5. Pre-trg Experiment Group - Conflict Management Scores 

In addition to the administration of Emotional Intelligence Inventory, the researcher 
simultaneously administered the Thomas-Kilmann’s Conflict Management Inventory in order 
to assess the influence of an individual’s EI on his/her conflict management styles on both 
experiment and control groups. 

The above graph reveals that the conflict management styles of fifteen subjects who were in 
the experiment group. The inventory included five conflict management styles; Competing 
(Mean: 7.35 - SD: 0.74), Collaborating (Mean-4.93 – SD: 0.97), Compromising (Mean-4.37, 
SD-0.95), Avoiding (Mean-6.55, SD: 0.92) and Accommodating (Mean: 5.17 – SD: 0.80).  
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Figure 6. Pre-trg Control Group - Conflict Management Scores 

The above graph reveals that the conflict management styles of fifteen subjects who were in 
the control group includes the major components like: Competing (Mean: 5.09 - SD: 0.48), 
Collaborating (Mean-6.93 – SD: 1.01), Compromising (Mean-5.24, SD-0.88), Avoiding 
(Mean-4.84, SD: 0.49) and Accommodating (Mean: 6.23 – SD: 6.23). 

With reference to the conflict management styles of subjects in control group (Mentioned in 
the graph above), the subjects in the experiment group have displayed their preferential 
conflict management style as Competing (Mean: 7.35) compared to the subjects in control 
group whose preferential style is collaborating (Mean:6.93).  

Further, it has been observed that subjects whose preferential conflict management style is 
competing or avoiding, such subjects comparatively scored very less in EI tests and the 
subjects who scored less in competing or avoiding and comparatively more in collaborating 
or compromising have scored high in the EI tests.    

13.4 The Scores of Emotional Intelligence and the Conflict Management Styles Obtained 
after Training 

The researcher conducted a two-day training program for the experiment group on various 
modules like emotional intelligence, conflict management styles, team effectiveness and 
transactional analysis. Parallel to this, the control group was kept under observation. After the 
training program, the experiment group and control group were closely observed and the 
conflicts were recorded through social mapping tool over the period of one month. 
Simultaneously, the Emotional Intelligence inventory and the Conflict Management inventory 
were administered on both the groups in order to analyze the improvements in the experiment 
group. The following graph elucidates the scores and illustrates the changes in the experiment 
group after the training program in comparison to pre-training scores of experiment group.  
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Figure 8. Social mapping analysis of control group - pre training & post training 

 

As it is reflected in the above graph, the subjects among the control group had a certain 
frequency of conflicts over a month (Mean: 2.8) wherein the minimum frequency of conflicts 
were 2 and the maximum were 5. During the post training, the subjects among the control 
group who have not received any interventions had reported to have more frequency of 
conflicts (Mean: 3.66) wherein the average frequency of conflicts had been increased 
comparatively.   

In order to ascertain the considerable changes occurred in terms of conflicts among the 
experiment group, the researcher has compared the frequency of conflicts by the subjects of 
experiment group in comparison to the subjects of control group. The graph is given below: 
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Figure 13. Experiment Group - Conflict Mgmt. Scores - Post Training 

The above graph reflects on the preferred conflict management styles of 15 subjects from 
experiment group and the total score is 30 and the maximum score for each component is 9. 
As reflected in the graph, the subjects have the mean score of 6.15 (STDEV: 0.498887652) in 
Competing, the mean score of 7.10 (STDEV: 071) in Collaborating, the mean score of 4.37 
(STDEV: 0.95) in Compromising, and the mean score of 5.34 (STDEV: 0.47) in 
Accommodating. 

The graph given below reflects the analysis of conflict management scores obtained by the 
experiment group both pre-training and post-training. 
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• The subjects were administered the Emotional intelligence test wherein the subjects scored 
comparatively less in the four components like; Intra-personal Awareness, Inter-personal 
Awareness, Intra-personal Management and Inter-personal Management. 

• Simultaneously, the researcher administered Thomas-Kilmann’s Conflict Management 
Inventory having the components like; Competing, Collaborating, Avoiding, 
Compromising and Accommodating.  

• As presumed, the subjects scored very high in competing and avoiding. In this regard, it is 
inferred that the subjects with high scores in competing and avoiding have less Emotional 
Intelligence. 

• The researcher adopted social mapping tool and recorded the frequency of conflicts among 
the subjects (30 in number) over the period of one month. The subjects recorded high 
frequency of conflicts among the subjects. 

• Later, the 30 subjects were divided into Experiment group and Control group. The subjects, 
comparatively, with high frequency of conflicts were included under Experiment group and 
the remaining were absorbed under control group. 

• The variables like gender, age, and culture are not considered in the study.  
• The Independent variable- Emotional Intelligence and the dependent variable conflict 

management styles were considered in the study. 
• Later to the observation period, the experiment group were put through a two day 

intervention program. 
• Further, the experiment group and the control group were kept under observation through 

social mapping. Accordingly, the researcher recorded the conflicts of each subject on day 
to day basis.             

•  After social mapping and recording of conflicts, the researcher administered tests on 
emotional intelligence and conflict management during post-intervention program. 

• The subjects in experiment group showed improvement in their conflict management styles. 
They scored more in collaborating and compromising which is an indication of 
improvement. However, the control group did not show any sign of improvement in their 
conflicting behaviour. 

• Moreover, the subjects of experiment group comparatively neutralized their conflicting 
behaviour as they reported very less frequency of conflicts during post-intervention 
program.  

• Evidently, the experiment group achieved high scores in the emotional intelligence and low 
scores in the conflict management style ‘Competing’. 

• Indeed, it has been proven that the intervention program was successful in achieving its 
presumption that the training program on conflict management and transactional analysis 
may improve the emotional intelligence among the members. Consequently, this result in 
low frequency of conflicts among the professional in the workplace.                   

References 

Barbuto, J, & Ye, X. (2006). Sources of motivation, interpersonal conflict management styles 
& leadership effectiveness: A structural model. Psychological Reports, 98(1), 3-20. 

Bass, B. M. (1998). Transformational Leadership, Industry, Military, and Educational Impact, 



Research in Business and Management 
ISSN 2330-8362 

2014, Vol. 1, No. 2 

www.macrothink.org/rbm 143

New Jersey: Lawrence Erlbaum Associates, Inc. 

Berne, Eric. Games People Play-the Basic Hand Book of Transactional Analysis. Ballantine 
Books. New York: 1964  

Berne, Eric. Transactional Analysis in Psychotherapy: A Systematic Individual and Social 
Psychiatry. Grove Press. New York: 1971 

Berne, Eric. Transactional Analysis in Psychotherapy: A Systematic Individual and Social 
Psychiatry. Grove Press. New York: 1971 

Berne, Eric. What Do You Say After You Say Hello. Bantam Books. New York: 1973 

Blake, R. R., & Mouton, J. S. (1964). The managerial grid, in M. A. Rahim, (1986). 
Managing Conflict in Organizations, New York: Praeger. 

Brewer, N., Mitchell, P., & Weber, N. (2002). Gender roles, organizational status, and conflict 
management styles. The International Journal of Conflict Management, 13(1), 73-94. 

Byron, K. (2008). Differential effects of male and female managers' non-verbal emotional 
skills on employees' ratings. Journal of Managerial Psychology, 23(2), 118-134. doi: 
10.1108/02683940810850772 

Dattner, B. (2003). Succeeding with emotional intelligence [PDF document]. Retrieved from 
http://www.dattnerconsulting.com/presentations/ei.pdf 

DiMatteo, M. R., Friedman, H. S. & Taranta, A. (1979). Sensitivity to bodily non-verbal 
communication as a factor in practitioner-patient rapport. Journal of Nonverbal Behavior, 4, 
18-26. 

Dusay, John. Egograms- How I See You and You See Me. Harper & Row. London: 1977 

Elsayed-Ekhouly, S. M., & Buda, R. (1996). Organizational conflict: a comparative analysis 
of conflict styles across cultures. The International Journal of Conflict Management, 7(1), 
71-81. 

Follet, M. P. (1940). Constructive conflict, in M. A  Rahim, (1986). Managing Conflict in 
Organizations, New York: Praeger. 

Friedman, R. A, Tidd, S. T., Currall, S. c., & Tsai, 1. C. (2000). What goes around comes 
around: the impact of personal conflict style on work conflict and stress. The International 
Journal of Conflict Management, 11, 32-55. 

Funder, D. C. & Harris, M. 1. (1986). On the several facets of personality assessment: the 
case of social acuity. Journal of Personality. 54,528-550. 

Getzels, 1. W., & Guba, E. G. (1954). Role, role conflict and effectiveness: An empirical 
study, in M. A  Rahim, (1986). Managing Conflict in Organizations, New York: Praeger. 

Goleman, D. (1996). Emotional intelligence: Why it can matter more than IQ, London: 
Bloomsbury. 



Research in Business and Management 
ISSN 2330-8362 

2014, Vol. 1, No. 2 

www.macrothink.org/rbm 144

Goleman, D. (1998) Working with Emotional Intelligence, New York: Bantum Books. 

Goleman, D. (2004, January). What makes a leader?   Harvard Business Review, 82(1), 
82-91. 

Graham, P. (1998). Saying "no" to compromise; "yes" to integration. Journal of Business 
Ethics, 17, 1007-1-13. 

Hay, Julie. Transactional Analysis for Trainers. Sherwood Publishing. UK: 2009 

Herbst, T. H., & Maree, K. G. (2008). Thinking style preference, emotional intelligence and 
leadership effectiveness. SA Journal of Industrial Psychology, 34(1),32-41. 

Hoffman, L. R., & Maier, N. R. F. (1961). Quality and acceptance of problem solution by 
members of homogenous and heteregeous goups. Journal of Abnormal and Social Psychology, 
62, 401-407. 

Hogan, R., Curphy, G. & Hogan, 1. (1994). What we know about leadership effectiveness 
and personality, in B. Palmer, M. Walls, Z. Burgess, & C. Stough (2000). Emotional 
intelligence and effective leadership. Leadership & Organization Development Journal, 22(1), 
5-10. 

House, R. 1. & Aditya, R. N. (1996). The social scientific study of leadership: quo vadis. 
Journal of Management, 13(5), 409-443. 

Howard Gardner, Frames of Mind: The Theory of Multiple Intelligences, New York, 1983 

Ian Stewart & Vann Joines. TA Today. Lifespace Publishing. England: 1987 

Ivancevich, J. M., & Donnelly, 1. H., Jr. (1974). A study of role clarity and need for clarity for 
three occupational groups, in M. A. Rahim, (1986). Managing Conflict in Organizations, New 
York: Praeger. 

Jameson, 1. (1999). Toward a comprehensive model for the assessment and management of 
intra organizational conflict: developing the framework. The International Journal o/Conflict 
Management, 10, 268-294. 

Janssen & van de Vliert, E. (1996). Concern for other's goals: key to (de-) escalation of 
conflict. The International o/Conflict Management, 7, 99-120. 

John D. Mayer and Peter Salovey, Emotional Intelligence, Baywood Publishing Company, 
New York, 1990. 

Jonathan H. Turner & Jan E. Stets, Handbook of the Sociology of Emotions, Cambridge 
University Press, London, 2006   

Ju1ian, 1. W., & Perry, F. A. (1967). Cooperation contrasted with intra-group and inter-group 
competition. Sociometry, 30, 79-90. 

Kerr, R., Garvin, 1. Heaton, N., & Boyle, E. (2006). Emotional intelligence and leadership 
effectiveness. Leadership & Organization Development Journal, 27(4), 265-279.  



Research in Business and Management 
ISSN 2330-8362 

2014, Vol. 1, No. 2 

www.macrothink.org/rbm 145

Korbanik, K., Baril, G. L., & Watson, C. (1993). Managers' conflict management style and 
leadership performance: The moderating effects of gender. Sex Roles, 29, 405-420. 

Langley, A. (2000). Emotional Intelligence-a new evaluation for management development. 
Career Development International, 5(3), 177-183. 

Likert, R. (1967). The human organization: Its management and value. New York: 
McGraw-Hill. 

Likert, R., & Likert, 1. G. (1976). New ways 0/ managing conflict. New York: McGraw-Hill. 

Munduate, L., Ganaza, l, Peiro, J., & Euwema, M. (1999). Patterns of styles in conflict 
management and effectiveness. The International Journal of Conflict Management, IO, 5-24. 

Palmer, B., Walls, M., Burgess, Z., & Stough, C. (2000). Emotional intelligence and effective 
leadership. Leadership & Organization Development Journal, 22(1), 5-10. 

Riggio, R. E., & Reichard, R. J. (2008). The emotional and social intelligences of effective 
leadership: an emotional and social skill approach. Journal ofManagerial Psychology, 
23(2),169-185.  

Sorenson, R., Morse, R., & Savage, G. (1999). A test of the motivations underlying choice of 
conflict strategies in the dual-concern model. The International Journal of Conflict 
Management, 10,25-44 

Srinivasan, P. T. & George, S. (2005). A study on the relationship of emotional intelligence 
and conflict management styles among management students. The Vision Journal of 
Management and Allied Sciences, 11 (4), 1-6. 

Steiner, Claude. Scripts People Live. Grove Press. New York: 1994  

Thomas and Harris, Amy. I'm OK You're OK. Harper & Row Publication. USA: 1967 

Thomas and Harris, Amy. Staying OK. Harper Collins Publication. USA: 1987   

Thomas K. W. (1976), Conflict and conflict management, Handbook of industrial and 
organizational psychology. Rand McNally. Chicago: 1990 

Thomas, K. W., & Kilmann, R. H. (1974). The Thomas-Kilmann mode instrument. NY: 
Xicom. 

Wagner, Abe. The Transactional Manager. Spiro Press. UK: 1980 

Woollams & Brown. The Total Handbook of Transactional Analysis. Prentice Hall. London: 
1979  

Copyright Disclaimer 

Copyright reserved by the author(s). 

This article is an open-access article distributed under the terms and conditions of the 
Creative Commons Attribution license (http://creativecommons.org/licenses/by/3.0/). 



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


